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In 21st century, the development of telecommunication technology and market 
changes have made telecommunication corporate transfer from the traditional 
network-based operator to integrated information service provider, which means that 
telecommunication corporate would exploit the information application market on the 
basis of the original voice business. Diversity and complexity of information industry 
put new demands on customer support staff, the existing quality of the staff has been 
unable to meet the needs of enterprise development. However, the empirical research 
on competency of customer support staff is rare in the domestic and international 
academe, so it is necessary to study which competency customer support staff should 
have to adapt to the corporate transformation. 
Adopting the approach of competency construction, we explore the competency 
of customer support staff. Based on the literature review and inspired by the latest 
research, we adopt task analysis and interview to construct competency model. 
Besides, we validate the competencies from different sources of informants. Finally, 
one model consisting of six dimensions is gotten, namely, team work, project 
management, customer orientation, information collection and processing, expression 
ability and system integration. Then, we analyze and validate the model by factor 
analysis, correlation analysis and regression analysis. The analysis results confirm our 
construction. On this basis, we propose to establish competency upgrade system. 
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较多，2002 年，在《财富》500 强 24 家电信类公司中，中国移动和中国电信的
劳动生产率分别为 16.38 万美元、4.92 万美元，分列 24 家公司的第 22 位和 24
位，且分别仅为排名第一的 KDDI 的 9.6%和 2.9%①。 
第二，从结构上看，员工总体学历较低，年龄偏大。以中国电信为例，高中







第三，能力水平较低。信息化业务需要既懂通信知识又懂 IP 和 IT 知识，既
能进行网络运维管理又能与客户沟通的复合型人才。而当前各通信运营商企业员
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